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This paper aims to examine the performance measurement using the CSR Balanced Scorecard 
system in SMEs firms in Malaysia. It investigates the relationships of the four perspectives of CSR 
Balanced Scorecard system toward performance measurement. The purpose of this paper is to in-
vestigate whether or not the improvement of the non-financial CSR measures will lead to the im-
provement of performance measures. To test these relationships, data were collected using the four 
perspectives approach introduced by Utting (2007). The finding indicates that the organizational 
business performance can be greatly increased by putting greater emphasis to CSR measures. The 
results also reveal that the increases of firms customer’s satisfaction is caused by the increase imple-
mentation of CSR measurement. At the end of the article, the implications of this study for SME 
industries and some suggestions are discussed for future studies.
Keywords: CSR Balanced Scorecard, innovation, performance measurement
Artikel ini bertujuan untuk mengkaji pengukuran kinerja dengan menggunakan sistem CSR Bal-
anced Scorecard pada perusahaan-perusahaan UKM di Malaysia dengan menguji hubungan 
keempat perspektif sistem CSR Balanced Scorecard terhadap pengukuran kinerja. Peningkatan 
ukuran-ukuran CSR non-finansial akan dikaji apakah dapat memberi pengaruh terhadap pening-
katan ukuran-ukuran kinerja. Untuk menguji hubungan tersebut, data dikumpulkan berdasarkan 
pendekatan empat perspektif yang diperkenalkan oleh Utting (2007). Temuan riset ini mengindika-
sikan bahwa kinerja bisnis organisasi dapat sangat ditingkatkan dengan memberikan penekanan 
yang lebih pada ukuran-ukuran CSR. Selain itu, peningkatan implementasi pengukuran CSR juga 
meningkatkan kepuasan pelanggan. Implikasi dari hasil studi ini dan saran untuk industri UKM 
akan didiskusikan pada bagian akhir artikel.
Keywords: CSR Balanced Scorecard, inovasi, pengukuran kinerja
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Sme productivity and performances. 
CSR Balanced Scorecard awareness 
can influences the values, orientations, 
and practices of organisations through 
nationality-based work values, beliefs 
and orientations of the Sme owners 
and managers of firms. 
However, Kang, J., Chiang, S., 
Huangthanapan, K., and downing, S. 
(2015) had conducted a research to find 
empirical support for the benefits of 
Corporate Social Responsibility (CSR) 
to family-owned hotels by identifying 
paths through which CSR influences 
business. they used the Sustainability 
Balanced Scorecard (SBSC) concept 
to assess the perceived importance of 
relationships between CSR and busi-
ness performances in supporting the 
goals of the case hotels. their SBSC 
broke the business down into five di-
mensions namely; financial, Cus-
tomer, internal Business, learning & 
Growth and non-market Perspective, 
which is the CSR measurement.
Hence, this study seeks to answer the 
following research questions:
RQ 1: What is the relationship of a 
Smes performance between 
the four perspectives (the social 
protection, rights, empower-
ment, and redistribution social 
networks) in CSR Balanced 
Scorecard systems?  
RQ 2: What are the recommenda-
tions to enhance the malaysian 
Smes and CSR dimensions to 
enhance business performance?
the CSR Balanced Scorecard sys-
tem provides insights for Smes to 
face future challenges. it is necessary 
for Smes to understand the effective 
according to utting (2007), corporate social responsibil-ity (CSR) is a tool utilized 
by business entities to enable the dis-
tribution of wealth for the betterment 
of their stakeholders through the im-
plementation and integration of ethi-
cal systems and sustainable manage-
ment practices. lockett, a., moon, 
J., and Wisser, W. (2006) argued that 
the concept of CSR holds that com-
panies should be responsible to more 
than just their owners. they explained 
that there are multiple dimensions that 
should affect a company’s actions, and 
specifically mentioned five perspec-
tives of CSR namely environmental, 
social, economic, stakeholder, and 
voluntariness. These CSR definitions 
describe a phenomenon, but fail to 
present any guidance on how to man-
age the challenges within this phe-
nomenon. therefore, the challenge for 
business is not only limited to define 
CSR, but also to understand how CSR 
is a socially constructed phenomenon 
in a specific context and how to con-
sider this when business strategies are 
developed. SME firms are the engine 
that contributes towards the growth of 
the development malaysian economy, 
as Smes in malaysia contribute 32.5 
percent GdP (national Sme develop-
ment Council, 2012). 
this study aims to develop the role of 
a CSR Balanced Scorecard system af-
fecting a Sme’s business performance. 
this research relies on the underlying 
theory of utting (2007) and his four 
perspectives of CSR, such as the social 
protection, rights, empowerment, and 
redistribution social networks that can 
enhance performance measurements. 
the evolution of the CSR Balanced 
Scorecard could enhance malaysian 
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to continuously meet customers and 
stakeholders’ demands.   
This study is significant because it 
shall provide some insights into the di-
mensions of CSR culture and the way 
it might assist in having better organi-
zational performance. a prime mo-
tivation of this study is driven by the 
assumption that certain dimensions of 
CSR culture leads to superior organi-
zational performance. The findings of 
this study shall be useful to fine tune 
business and marketing strategies to 
tackle these CSR culture dimension is-
sues. 
Balanced Scorecard on CSR Activity 
Kaplan and norton (2001) recognized 
the shortcomings of using traditional 
performance measurement systems 
and introduced the Balanced Score-
card to combine financial and non-fi-
nancial measure of performance. ac-
crding to utting (2007), the Balanced 
Scorecard is claimed to be a world 
leading performance measurement 
system.  although Balanced Score-
cards have been implemented by a 
number of organizations worldwide, 
and widely cited in the previous litera-
ture, there are very few articles pub-
lished in journals that examine the 
Balanced Scorecard in CSR activities 
by SMEs firms in Malaysia.  
the Balanced Scorecard (BSC) intro-
duced by Kaplan and norton in 1992 
is a new framework which assesses 
company’s past and future perfor-
mances towards a company’s objec-
tives by integrating financial measures 
with three additional non-financial 
measures namely customers, internal 
processes, and long-term learning and 
growth perspectives. this new Bal-
role of the CSR Balanced Scorecard 
system to reach their organizational 
goals. the research questions have ob-
jective to examine the relationship of 
Sme performances between the four 
perspectives (social protection, rights, 
empowerment, and redistribution so-
cial networks) in the CSR Balance 
Scorecard Systems.
the aim of this study is to better un-
derstand the direct and indirect effects 
of the multidimensional and continu-
ous operationalization imposed upon a 
CSR Balanced Scorecard system and 
their business performance in the con-
text of Malaysian SMEs firms. Theo-
retically, this will help our understand-
ing of how the varying degrees of CSR 
Balanced Scorecard systems influence 
business performance and set the firms 
future research direction.
LITERATURE REVIEW
Organisational Performance 
Measurement 
Performance is the action of company 
to achieve objectives and targets based 
on the earlier decisions made. lebas 
(1995) mentioned that the main ob-
jective of an organization is to reach 
targets within the time required and 
using preference ordering to achieve 
the target. Performance measure-
ment is the tool to ensure accurate 
and timely strategy in an organization. 
Kennerly and Neely (2003) defined a 
performance measurement system as 
an individual performance or a set of 
people, methods, and tools that used 
internal and external factors to gener-
ate, analyze, and diagnose data. Hence, 
a performance measurement system is 
not capable of providing accurate in-
formation for an organization in order 
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works that made up of sets of the rela-
tions or ties between the nodes. Peter 
Utting also identified that the funda-
mental principles of social protections 
models built using Social network 
theory must be independence of ac-
tors, relations or ties (utting, 2007).
the perspective of Social network 
analysis—which comprises the re-
sources that might include social sup-
port, emotional support, companion-
ship, time, information, expertise, 
money, business transactions, shared 
activity, and so on. utting (2007) also 
argued that many of the world largest 
corporation and business associations 
are actively promoting CSR. this is 
because CSR attempts to curb specific 
types of malpractice and improve se-
lected aspects of social performance 
without questioning various contra-
dictory policies and practices that can 
have perverse consequences in terms 
of equality and equity. these observa-
tions suggest the following hypothesis.
Hypothesis H1: There is a significant 
relationship between 
social protection per-
spective and perfor-
mance measurement.
CSR Balanced Scorecard System on 
Social Right
according to utting (2007), the liter-
ature of social rights is distinct from 
social equality and equity theory. He 
mentioned that social rights can be 
explained by social group behavior in 
terms of equality and equity. Petter ut-
ting (2007) regarded advanced social 
right as a conceptual tool for explain-
ing and resolving the recognition and 
realization of the rights of workers, 
women, children, indigenous peoples 
anced Scorecard is a communication 
tool to translate company’s goals, val-
ues, and beliefs into a tangible set of 
performance measures (malina and 
Selto, 2001).
CSR Balanced Scorecard System on 
Corporate Social Responsibility
Peter utting argued that corporate so-
cial responsibility is a business system 
that enables the production and dis-
tribution of wealth for the betterment 
of its stakeholders through the imple-
mentation and integration of ethical 
systems and sustainable management 
practices. He believes that there are 
also many available definitions of CSR 
and they are consistently referring to 
five dimensions. He further mentions 
that although CSR apply different 
phrases, the definitions are predomi-
nantly congruent, making the lack of 
one universally accepted definition 
less problematic than it might seem at 
first glance. As a result, the CSR defi-
nitions are descriptive, but fail to pre-
sent any guidance on how to manage 
the challenges within this description. 
therefore, the challenge for business 
is not so much to define CSR, as it is to 
understand how CSR is socially con-
structed in a specific context and how 
to consider this when business strate-
gies are developed (utting, 2007).
Social Network Theory on Social 
Protection
Peter utting is widely respected 
amongst CSR scholars for his Social 
network theory which contrasts with 
the type of sociological theory that de-
fines society as built up of individuals. 
He argued that the social network the-
ory starts from the relations between 
individuals and models of society net-
The South East Asian Journal of Management • Vol. 9 • No. 2 • 2015 • 125-139
129
issues, such as inexperienced workers, 
conflict zones, local custom and cul-
tural differences, conflicting laws and 
influence of management experts. He 
also commented that CSR has incred-
ible discursive power which constructs 
the predominate framework for view-
ing society and corporate relation-
ships, and therefore transforms the 
relations of power between communi-
ties and corporations. Such patterns of 
force empower the increasing produc-
tivity and performance of an organiza-
tion. these observations suggest the 
following hypothesis.
Hypothesis H3: There is a significant 
relationship between 
higher empowerment 
perspective and per-
formance measure-
ment.
CSR Balanced Scorecard System on 
the Redistribution Network
according to Smith (2005), the pur-
pose of the corporation is to produce 
and distribute wealth to stakehold-
ers, ?. Both renowned economists and 
management experts agree that the 
role of the corporation needs to be el-
evated in society for economic activity 
to flourish. Profits are essential, but the 
corporation has so many more contri-
butions that it can make to benefit their 
stakeholders. 
the principles of capitalism can cre-
ate and distribute wealth for all coun-
tries in every continent if governments 
are willing to accept proven forms of 
economic development. although it is 
unlikely that capitalism will succeed 
on a global scale, the CSR definition 
presented helps to make capitalism 
less “evil” and more broadly accept-
and other groups that have historically 
been oppressed, exploited and margin-
alized. although social rights is differ-
ent from social equality, his theory on 
sociological refers to that the actions 
of people that are governed by norms, 
rules, and obligations. utting (2007) 
further mentioned that from the point 
of economics view, under social right 
system people are independent and 
self-interested and act to maximize 
their own utility. 
according to ahmad and Ramayah 
(2012), the rise in ethical and social 
responsibility awareness in Smes 
businesses has led to assumptions that 
the associated behaviors under social 
right system would enable competitive 
advantage to be attained as a firm dis-
tinguishes itself from its competitors 
through such practices. these obser-
vations suggest the following hypoth-
esis.
Hypothesis H2: There is a significant 
relationship between 
social right perspec-
tive and performance 
measurement.
CSR Balanced Scorecard System on 
Empowerment
empowerment is something to be 
given, to promote a certain type of 
economic agent that becomes depend-
ent on capital (Hamann, 2003). local 
people are not encouraged to become 
politically empowered, nor within this 
framework as right holders. Protestors, 
concerned employees, and communi-
ties within a space with few avenues to 
voice issues, or effect change. 
according to utting (2007) CSR 
works to gloss over the complexity of 
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in SME firms. Based on this theo-
retical framework, 4 hypotheses have 
been developed for this research mod-
el which includes 4 independent vari-
ables and 1 dependent variable.
RESEARCH METHOD
the basic purpose of this research is 
to examine whether the four CSR per-
spectives of  independent variables 
influence performance of SMEs firms 
such as social protection, rights, em-
powerment, and redistribution social 
network that include demographic 
variables. the targeted sample were 
executive, manager, or managing di-
rector of SMEs firms. A questionnaire 
was designed based on discussion 
with Smes managing director. Based 
on the pre-test result, several items 
on the questionnaire were revised. 
The final version of the questionnaire 
was sent to all respondents using the 
survey method. the distribution of 
self-administered questionnaires was 
adopting the non-probability sampling 
method, specifically the convenience 
ed. By integrating the purpose of the 
corporation with stakeholder manage-
ment, ethical systems, and sustainable 
management practices, created here is 
a CSR system that generates economic 
prosperity. distributing wealth, ethical 
performance by the corporation and 
sustainable management practices im-
proves the ability of the corporation to 
manage these key constituents glob-
ally and create a competitive advan-
tage. these observations suggest the 
following hypotheses.
Hypothesis H4: There is a significant 
relationship between 
higher redistribution 
perspective and per-
formance measure-
ment.
figure 1 provides the theoretical 
framework used to test the relation-
ship of the CSR Balanced Scorecard 
to performance measurement. the 
framework is designed to examine 
the significance of the CSR Balanced 
Scorecard in linking four perspectives 
The South East Asian Journal of Management • Vol. 9 • No. 2 • 2015 • 125-139
figure 1. theoretical framework
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cause data used in this study were col-
lected through an anonymous survey 
questionnaire, it was assumed that re-
spondents were truthful towards their 
firms CSR measurements. The value 
of the findings would be increased 
considerably if the effects of the CSR 
measurements increase firms’ custom-
ers satisfaction due to the increase im-
plementation of CSR measurement. 
This study focuses on SMEs firms in 
services industry in malaysia. Ser-
vices industry has been chosen be-
cause there were not many empirical 
sampling method this study was susc-
cesfully acquiring 31 SMEs firms as 
the samples. Statistical Package for 
Social Science (SPSS) was used to 
analyze the survey data. Primary data 
and secondary data were used. 
the basic assumptions for this study 
include the following: there are cer-
tain factors of CSR measurements that 
affect organizational business perfor-
mance of SMEs firms. There are ran-
dom sampling of 31 Ceos/ managing 
directors/ senior managers of Smes 
firms in Klang Valley, Selangor. Be-
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table 1. frequency of demographic information
Demographic Variable Frequency Percentage (%)
Gender
male 14 45.2
female 17 54.8
Total 31 100.0
Education
Diploma / Certificate 4 12.9
Bachelor's degree 14 45.2
master degree 13 41.9
Total 31 100.0
Position 
executive 9 29.0
manager / assistant 10 32.3
Senior manager / General manager 8 25.8
Ceo / managing director / director 4 12.9
Total 31 100.0
Country
malaysia 31 100
Total 31 100
Number of Years in Operations
less than 10 years 12 38.7
11 - 20 years 12 38.7
21 - 30 years 2 6.5
30 years and above 5 16.1
Total 31 100.0
Size of the Company
less than 50 employees 22 71.0
50 - 150 employees 3 9.7
more than 150 employees 6 19.4
Total 31 100
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and kurtosis values. When data is nor-
mally distributed, the value of skew-
ness and kurtosis are zero, as values 
outside the range of +2 or -2 demon-
strate considerable degrees of non-
normality (Gosselin, 2005). in this 
study most of skewness and kurtosis 
values for all the variables are within 
the range of +2 or -2 (refer table 2), 
thus data distribution for the sample is 
considered normal.
table 2 also shows the results of statis-
tical tests for social protection perspec-
tive, rights perspective, empowerment 
perspective, redistribution perspec-
tive, and performance measurement. 
the mean of average value is the most 
commonly used measure of tendency. 
Skewness shows the tendency of the 
deviation from the mean to be larger 
in one direction than in the other. the 
skewness values negative for all vari-
ables. the negative value means that 
the distribution is flatter than Normal. 
moreover, the Kurtosis is a measure of 
the relative peakness or flatness. The 
kurtosis of a normal distribution is 
zero. Here, most of the variable’s kur-
tosis values are negative. the negative 
value means that the distribution is 
flatter than a normal distribution.
study on the use of balanced scorecard 
in performance measurement system 
in this industry.  the data used in the 
analysis were obtained through malay-
sia Smes directory. Several questions 
were asked in this section in regards 
to the demographic profile of the re-
spondents. individual questions were 
asked on gender, education level, po-
sition held, country, number of years 
in operations, and size of the company. 
this demographic information of the 
respondents was considered one of the 
most important factors. a total of 200 
questionnaires were randomly distrib-
uted to the target population and the 
response rate of 17.5 percent produced 
35 questionnaires, while 3 incomplete 
questionnaires were excluded from the 
data analysis. therefore, a total of 31 
questionnaires were accepted for the 
final data analysis. Table 1 shows the 
results of the descriptive statistics for 
the respondents are presented as fol-
lows:
RESULT AND DISCUSSION
Normality Test
according to Gosselin (2005), the nor-
mality of all the variables tested was 
conducted by assessing the skewness 
The South East Asian Journal of Management • Vol. 9 • No. 2 • 2015 • 125-139
table 2. test of normality
Measurements Mean Std. Deviation Skewness Kurtosis
Social protection perspective 1.88 0.49 0.03 0.28
Rights perspective 2.28 0.79 0.47 -0.19
empowerment perspective 2.29 0.59 0.07 -0.45
Redistribution perspective 2.28 0.86 0.27 -0.56
Performance measurement 1.94 0.40 0.49 1.71
table 3. Reliability of measures
no Cronbach’s measure of items Coefficient Alpha
Social protection perspective 5 0.83
Rights perspective 5 0.89
empowerment perspective 5 0.85
Redistribution perspective 4 0.87
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tives and empowerment perspectives 
(r=0.82, p=0.01). However, there is 
significant and positive correlation be-
tween all variables and dimensions. 
table 4 shows the correlation between 
each variable (the Pearson Correlation 
coefficient (r) between dimensions of 
social protection, rights, empower-
ment, and redistribution with perfor-
mance measurement).
multiple regression analysis was per-
formed to further explore the correla-
tion between the variables and the pre-
dictive power of the independent over 
the dependent variable in the study 
which is performance measurement. 
the test wass used to identify how 
well a set of variable predict a particu-
lar outcome. in multiple regression 
analysis the independent variable that 
has high predictive power on the de-
pendent variable can be identified and 
if this variable account for high vari-
ance, managers can give more focus 
to that particular variable in order to 
improve the performance of the firms. 
Standard multiple regression test was 
performed in this study to evaluate the 
predictive power of the independent 
variables (social protection perspec-
tive, rights perspective, empowerment 
perspective, redistribution perspec-
tive) in predicting the dependent vari-
able (performance measurement). Pre-
Reliability Test
In this research, the Cronbach’s coeffi-
cient alpha was used to measure the in-
ternal consistency of scale (as its value 
ranges from 0-1) (Handler, 1989).  Re-
liability testing on all measures was 
necessary. table 3 summarized the 
Cronbach’s coefficient alpha for each 
measure. a scale is reliable if the coef-
ficient value is more than 0.600 (Han-
dler, 1989). all the measures in this 
study are reliable as the scale has the 
highest coefficient alpha value of 0.87. 
The measure having reliability coeffi-
cients lower than 0.700 was normative 
commitment.
according to Sidin and Zawawi (2002) 
the Pearson Correlation coefficient in-
dicates the strength of relationship be-
tween the variables. Hence, a correla-
tion coefficient between 0.10 and 0.29 
indicates a small correlation, while a 
coefficient between 0.30 and 0.49 in-
dicates a medium correlation and a co-
efficient between 0.50 and 1.0 indicate 
a large correlation. 
table 4 shows the correlations between 
all the independent and dependent 
variables. the purpose of correlations 
analysis is to measure and to interpret 
the strength of a linear or non-linear 
relationship between two continuous 
variables. the highest correlation is 
between the redistribution perspec-
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Table 4. Pearson Correlation coefficient (r)
 
Social 
protection 
perspective
Rights 
perspective
empowerment 
perspective
Redistribution 
perspective 
Performance 
measurement 
Social protection perspective 1
Rights perspective 0.20 1
empowerment perspective 0.63** 0.67** 1
Redistribution perspective 0.54** 0.57** 0.82** 1
Performance measurement 0.80** 0.65** 0.37** 0.39** 1
**. Correlation is significant at the 0.01 level (2-tailed).
*. Correlation is significant at the 0.05 level (2-tailed).
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positive correlation with performance 
measurement (r = 37, p < 0.00). Here, 
it was found that empowerment per-
spective explained 10% (adjusted 
R Square) of the variance associated 
with performance measurement.  the 
analysis also showed significance, as 
indicted by F value from the ANOVA 
table with (f = 4.47, p = 0.00 < 0.05).
therefore, hypothesis 3 is accepted.
table 4 shows that higher redistri-
bution perspective has a significant 
positive correlation with performance 
management (r = 0.38, p <0.00). Here, 
it was found that higher redistribution 
explained 12% (adjusted R Square) 
of the variance associated with per-
formance measurement.  the analysis 
showed the significance, as indicted by 
F value from the ANOVA table with (F 
= 5.11, p = 0.000 < .05). thus, based 
on the research results, the hypothesis 
H4 is accepted. the overall higher re-
distribution is found to have positive 
and significant relationship with per-
formance measurement. 
The findings from this study have re-
vealed that by integrating the construct 
with the perspectives of social protec-
tion, rights, empowerment, and redis-
tribution social networks activities, 
a CSR Balanced Scorecard system is 
created that generates economic pros-
liminary analysis conducted to ensure 
there is no violation of assumptions of 
normality, linearity and multicollin-
earity.
table 5 shows that social protection 
perspective has a significant positive 
correlation with performance meas-
urement (r = 0.82, p <0.00). Here, it 
was found that social protection per-
spective explained 66% (adjusted 
R Square).  the anaysis also showed 
the significance effect on performance 
measurement, as indicted by f val-
ue from the ANOVA table with (F = 
59.17, p = 0.000 < .05). therefore, hy-
pothesis 1 is accepted.
the regression analysis result in ta-
ble 4 shows that right perspective has 
a significant positive correlation with 
performance measurement (r = 0.65, p 
< 0.00). Here, it was found that social 
protection perspective explained 40% 
(adjusted R Square) of the variance 
associated with performance meas-
urement.  the analysis also showed 
high significance, as indicted by F 
value from the ANOVA table with (F 
= 21.24, p = 0.000 < .05). therefore, 
hypothesis 2 is accepted.
table 4 shows that empowerment per-
spective perspective has a significant 
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table 5. multiple regression analysis of model Hi, H2, H3, H4
model Summary ANOVA
model R R Square adjusted R Square
Std. error of 
the estimate f Sig
H1 0.82a 0.67 0.66 2.45 59.17 0.00a
H2 0.65a 0.42 0.40 7.44 21.24 0.00a
H3 0.37a 0.13 0.10 9.12 4.47 0.04a
H4 0.38a 0.15 0.12 9.03 5.11 0.03a
a. Predictors: (Constant), H1 is social protection perspective 
a. Predictors: (Constant), H2 is Social Protection Value Perspective 
a. Predictors: (Constant), H3 is Higher empowerment perspective 
a. Predictors: (Constant), H4 is redistribution perspective 
b. Dependent Variable: Performance Measurement
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age these key constituents globally and 
create competitive advantage. the role 
of CSR Balanced Scorecard system 
in Smes performance development is 
important because it gives coherence 
in today’s business culture. 
In addition, the above finding is con-
sistent to Garg, A. K. (2013) findings 
where he stated that social responsibil-
ity is an ethical theory that an entity, 
be it an organization or individual, has 
an obligation to act to benefit society 
at large. He mentioned that social re-
sponsibility is a duty every individual 
or organization has to perform so as to 
maintain a balance between the econ-
omy and the ecosystem. His model of 
the Balanced Corporate Responsibility 
(BCR) aimed at how an organization 
learns from the past to align individual 
Social Responsibility (iSR) of em-
ployee/employer to Corporate Social 
Responsibility (CSR) and to run the 
business by incorporating Balanced 
Scorecard (BSC). as a result CSR be-
came the chant of every business or-
ganization today (Garg, 2013).
CONCLUSIONS
Based on the findings derived from 
this study, a few proposed recom-
mendations are presented in terms of 
pragmatism. firstly, this paper has ex-
amined the performance measurement 
using CSR Balanced Scorecard in four 
perspectives. the results interpret that 
SMEs firms in Malaysia emphasis the 
usage of non-financial measurement 
will experience the improvement in 
performance. Hence, this study con-
veys the message that Smes manage-
ment should pay attention to the di-
mensions of social protection, rights, 
empowerment, and redistribution 
measurements as they have consider-
perity. Here, it is considered that the 
findings could assist Malaysian SMEs 
management to further understand the 
management’s insights in improving 
business performances. 
to recap, this study was conducted to 
determine the relationship of perfor-
mance measurement using the CSR 
Balanced Scorecard system in Smes 
firms in Malaysia. The cause-and-ef-
fect relationships of the non-financial 
measures would lead to the improve-
ment performances. Surprisingly, the 
finding indicates that the non-financial 
measure is significant to performance 
measurement and would lead to the 
improvement of the business perfor-
mance. this is also consistent with 
the research from Costa, R. and meni-
chini, t. (2013) which  it investigates 
the business returns from corporate 
social responsibility (CSR) practices, 
such as customers loyalty and compa-
ny reputation, depend heavily on how 
stakeholders perceive the company 
social behavior, making the measure 
of stakeholder perception a key issue 
in the process of CSR assessment. in 
their paper, the analysis of CSR ac-
tivities, as perceived by stakeholders, 
is realized utilizing global reporting 
initiative (GRi) indicators structured 
under balanced scorecard (BSC) per-
spectives and sustainability dimen-
sions (Costa & menichini, 2013).
By integrating the construct with the 
perspectives of social protection, 
rights, empowerment and redistribu-
tion social networks activities, a CSR 
Balanced Scorecard system gener-
ates economic prosperity. distributing 
wealth, ethical performance by Smes 
and sustainable management practices 
improves the ability of Smes to man-
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it is also important to stress that the 
application of CSR Balanced Score-
card in Malaysian SME firms is only 
at the preliminary stage and the re-
search done by previous researchers 
were very limited. therefore, there is 
limited experience in this area in ma-
laysia. in addition, the sample size of 
the study was relatively small and not 
comprehensive. the target sample was 
limited to management level and above 
as executive level may not possess suf-
ficient knowledge and the whole op-
erational view of SME firm’s perfor-
mance is measurement. moreover, the 
moderating factors to the performance 
measures have not taken into consider-
ation in this study. the relationship of 
financial and non-financial measures 
toward the performance measurement 
can be changed due to moderating fac-
tors such the cultural, age, innovation 
technology, and so on. 
SME firms are encouraged to identify 
the role of the CSR Balanced Score-
card as a performance measurement 
tool. Based on the findings, this study 
foresees a greater emphasis of non-
financial measures as a performance 
measurement tool in malaysian Smes. 
it is suggested that future research 
should examine larger sample size and 
include public listed company as well.
able effect on performance measure-
ment. SMEs firms should use these 
non-financial areas to improve future 
business performance measures. 
the primary objective of this study is 
to to develop the role of CSR Balanced 
Scorecard systems affecting Smes’ 
business performances. the result of 
this study will provide empirical sup-
port for the validity and reliability of 
the theoretical model on SME firms 
business performance. the results 
suggest that among the four compo-
nents of the social protection, rights, 
empowerment, and redistribution so-
cial networks were the most impor-
tant predictor of performances. in the 
research, a structure questionnaire and 
data gathered from SME firms in Ma-
laysia using four perspectives of the 
CSR Balanced Scorecard. the results 
show that the components of CSR 
measures proved to have significant 
relationship to performance measure-
ment. The empirical data verifies that 
the four perspectives of CSR Balanced 
Scorecard are correlated at a statically 
significant level. The evidence gener-
ally supports the theoretical frame-
work of CSR Balanced Scorecard 
that there is a sequential dependency 
among the CSR measure perspective 
in Balanced Scorecard measurements. 
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Questionnaires
Part 1 (About firms and respondents information) 
Respondents Details
1. name (optional)  
2. Gender
3. education level
4. Position held
Business Details
5. name of the company/ Country
6. number of years in operations 
7. Size of the company
Part 2 (Performance measurement practices related questions) 
Section I: Construct social protection measures
1.  Social protection measures: does the company use the following Social protec-
tion measures? 
(please tick - Scales: 1=always, 2=often, 3=Sometime, 4=Rarely, 5=never)
Construct of social protection measures (1) (2) (3) (4) (5)
employees’ accessibility to social support
employees’ accessibility to emotional support
Whether the company has establish an independent counseling department
employee satisfaction on shared activity
employees’ accessibility to money support
Section II : Construct of social right
1. Construct of social right measures: does the company use the following work-
ers right campaign, job harassment campaign, women right campaign and oth-
er human fight related measures? 
(please tick - Scales: 1=always, 2=often, 3=Sometime, 4=Rarely, 5=never)
Construct of social right measures (1) (2) (3) (4) (5)
employees’ accessibility to job training
Realisation of the rights of workers
updating of changes in labour law to staff
Whether the company has establish an independent complaining department
employee satisfaction on working environment
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2. Construct of empowerment measurement: does the company use the following 
empowerment measures? 
(Please tick - Scales: 1=always, 2=often, 3=Sometime, 4=Rarely, 5=never)
Construct of empowerment measures (1) (2) (3) (4) (5)
ability to provide workers with information and support on cultural difference
Workers attitude toward management support
Resolve issues for inexperience workers
Percentage of workers who complaint (among all workers)
Worker satisfaction survey
3. Construct of redistribution social network measures: does the company use the 
following redistribution social network measures? 
(Please tick - Scales: 1=always, 2=often, 3=Sometime, 4=Rarely, 5=never)
Construct of redistribution social network measures (1) (2) (3) (4) (5)
ability to provide with information on company’s ethical best practice
ability to provide with information on  stakeholder management 
Regular assessment of effectiveness sustainable management practices within the 
organization
Whether  stakeholder relationship with management has changes in the operation 
flows
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